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About 2-1-1:

2-1-1 provides Information and Referrals 24/7/365

Calls typically last 3 – 5 minutes

Professional Information and Referral Specialists:

–Help callers tell their story , understand and prioritize their 
needs.

– Identify and offer appropriate resources .

–Provide advocacy for those needing extra support to access 
services.

–Follow up on 100% of crisis calls, such as those for emergency 
shelter or housing assistance, and 10% of non-crisis calls.



My child is
on drugs

I want to
kill myself

I need to find 
childcare I want to

volunteer

We can’t 
help with 

that

I don’t know,  
please hold .

I’ll try to 
transfer you 
to an agency 
who can help

We only 
do senior 
daycare

We don’t
serve your

area

I can’t pay
my rent

We don’t 
need 

volunteers

I don’t know 
about those 
resources

We only know 
about domestic 

violence programs



22--11--11

I can’t pay
my rent

My child is
on drugs

I want to
kill myself

I need to find
childcare I want to

volunteer

Suicide 
Prevention

Hotline

Child Care
Resource

And Referral

Rental
Assistance

Program

Volunteer
Center

Drug
Rehabilitation

Center

2-1-1, how may
I help you?

Yes, I can 
connect you with 

someone who 
can help…
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How Does 2-1-1 Work?
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Added value - comprehensive service to callers

2-1-1 callers requesting financial assistance  or 
help with basic needs were offered the 
opportunity to learn about the EITC  

Callers requesting information about EITC were 
assessed for referrals to additional community 
resources such as health care access, food, 
mortgage foreclosure assistance and any of 
the thousands of resources in 2-1-1 Call 
Center databases

1,779 EITC callers referred to asset building 
programs

Trained 2-1-1 Call Specialists work with callers 
using creative problem-solving techniques to 
identify both short and long-term solutions



Potential EITC refunds captured by using 2-1-1

Based upon 2007 average EITC refund of $1,975~

If just 80% of 2-1-1 callers pre-screened and referred to 
free tax assistance sites completed filings, then:

$18,106,800 in Federal EITC refunds would enter the 
Michigan economy plus $1,810,680 in Michigan  EITC

Only a start in capturing the $300 million left unclaimed 
annually



Housing & 2-1-1
Screening for foreclosure risk

Providing information and referrals for:

• Emergency Shelters

• Transitional housing

• Affordable housing

• Rent payment assistance

• Mortgage foreclosure counseling 

• Legal services

• Utility assistance

• Weatherization

• Home repairs

• and so much more…..



Foreclosure data



How 2-1-1 works with Benefit Access

Benefit Quick Check 

� Simple & Quick

� Benefit estimator

� “While the Quick Check cannot guarantee that you qualify for 
these programs, it will help you determine what your household 
might qualify for and let you know whether you should continue 
with an application.”

• Screen for self or others

• 24/7

• Anonymous / Confidential

• Multiple languages

• Refer to community based resource for in-depth screening
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2-1-1 Today and in the Future





Michigan 2-1-1 Call Centers

C.A.L.L. 2-1-1

Central Michigan 2-1-1

Gryphon Place 2-1-1

Hands On Battle Creek 2-1-1

Heart of West Michigan United Way 2-1-1

United Way for Southeastern Michigan 2-1-1

UPCAP 2-1-1
Coming soon: United Way 2-1-1: Midland Call Center



Questions??

Please contact:

Sherry Miller, Director

Michigan 2-1-1

Michigan Association of United Ways

517.371.4360 

www.uwmich.org/2-1-1


